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DETAILED ACTION 

This Office Action is in response to an Amendment filed 10/16/09. Claims 1-3,5-17 are 
currently pending. Any rejection not set forth below has been overcome by the current 
Amendment. 

Claim Rejections - 35 USC §103 

1 . The following is a quotation of 35 U.S.C. 103(a) which forms the basis for all obviousness 

rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described 
as set forth in section 102 of this title, if the differences between the subject matter sought to 
be patented and the prior art are such that the subject matter as a whole would have been 
obvious at the time the invention was made to a person having ordinary skill in the art to which 
said subject matter pertains. Patentability shall not be negatived by the manner in which the 
invention was made. 

2. Claims 1-16 are rejected under 35 U.S.C. 103(a) as being unpatentable over Flockhart et 
al. (US 6,535,601 ), and further in view of Webber (US 6,883,006). 

As per claims 1,11,13, Flockhart discloses a method of contacts within a contact centre, 
comprising the steps of: 

assigning a received contact a priority and a skillset identifier, whereby the received 
contact can be prioritized relative to other ones of the said contacts (see column 4, line 62 - 
column 5, line 5, describing a received contact (i.e. caller) and priority levels access to tech 
support by supporting a value tag and a skillset identifier in the form of calls requiring a particular 
skill, such as technical support of various levels); 

creating a new software object for the received contact (see column 4, line 62 - column 
5, line 5, where the new software object is created for the call once entered into the queue, since 
the queue is a software data structure implemented by a computer see column 3, lines 49-56); 

determining a queuing position for said new software object relative to at least one other 
software object representing a contact having a skillset identifier similar to said skillset identifier 
assigned to said received contact (see column 4, line 62 - column 5, line 5, where the contacts 
are placed into separate queues with varying tech support skills see Fig. 1A [121-123, 129], 
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showing nine distinct queues related to distinct skills, for example, all contacts in Skill 1 Queue 
[121] have the same skillset identifier and column 5, lines 7-18, showing how the contact software 
objects in the queue have a queuing position relative to other contact software objects, implying 
that a new contact software objects position will be determined); 

adding to said new software object a pointer to said at least one other software object 
(see column 5, lines 7-18, where the software objects in the queue have a pointer to other 
software objects in the form of queue position, that is the head position has a pointer to the next 
position all the way to the tail in order to determine the value of the calls see column 5, lines 43- 
46); 

storing in memory a collection of said software objects each containing said pointer to at 
least one other of said software objects {i.e. the is implemented by a computer, implying that a 
memory is used to store the queue data structure); 

whereby said stored collection of said software objects provides a prioritized queue for a 
skillset (see column 5, lines 49-56, showing a prioritized queue for a particular skillset, e.g. Skill 1 
Queue or Skill 2 Queue). 

Although the system disclosed by Flockhart shows substantial features of the claimed 
invention (discussed above), it fails to disclose pointers when adding new software objects. 

Nonetheless, these features are well known in the art and would have been an obvious 
modification of the system disclosed by Flockhart, as evidenced by Webber. 

In an analogous art, Webber discloses a circular singly linked list having a number of list 
entries each of which has an associated next pointer field (see Abstract). Weber further disclose 
adding a new software object with a pointer to maintain a link to at least a second software object 
associated with another software object immediately ahead and/or before a software object in the 
queue (see column 3, lines 53-65, showing how a software object (i.e. an entry with pointer and 
data field) is added to a queue). 

Given the teaching of Webber, a person having ordinary skill in the art would have readily 
recognized the desirability and advantages of modifying Flockhart by employing a linked list of 
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software entries witli pointers, sucli as disclosed by Webber, in order to add entries to tlie queue 
dynamically as the queue is required to grow. 

In considering new amendments to the claim requiring assigning multiple skillset 
identifiers and adding separate pointers to software objects in different queues, one of ordinary 
skill in the art would have had the knowledge at the time of the invention to place any arbitrary 
value in a linked list such as a list of different skillsets and create a pointer to an element in a list, 
whether it is the current list the element resides or if its another list such as for a multidimensional 
linked list Evidence that shows knowledge of pointers and arbitrary elements can be found in 
prior art Goodrich et al. ("Lists and Sequences") provided in IDS filed 5/7/07. On page 2, the prior 
art shows a list of arbitrary objects and pointers to other objects. One of ordinary skill in the art 
could see that a pointer can point to any object. It is obvious that the pointer can point to any 
other object to create a data structure such as a multidimensional linked list or tree. 

As per claim 2, Flockhart in view of Webber further disclose that the new software object 
includes pointers (see Webber column 3, lines 53-65) to two other software objects having said 
similar skillset identifier, said two other software objects representing the contacts immediately 
ahead of and behind said contact within a queue, except the case in which the new software 
object is positioned at the end of said queue (see Flockhart Fig. 3, showing a queue with a 
particular Tech Support Skill and a contact in the 4th position having contacts immediately ahead 
and behind the contact except when the contact is in the tail position e.g. 6th position). 

As per claim 3, Flockhart in view of Webber further disclose modifying said at least one 
other software object with a pointer (see Webber column 3, lines 53-65) to the new software 
object (e.g. in Flockhart Fig. 3, when a new software object is entered into queue at the 7th 
position, the 6th position software object will have reference to the 7th position software object). 

As per claim 4, Flockhart in view of Webber further disclose that the step of assigning to 
said received contact said priority and said skillset identifier includes assigning multiple said 
skillset identifiers, and the step of adding said pointer comprises adding pointer (see Webber 
column 3, lines 53-65) references to software objects in different queues (see Flockhart Fig. 2, 
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describing fiow eacfi call is tagged with a priority and Fig. 1A showing how each call is placed into 
a separate queue based on skillset implying that separate references are added to the software 
objects in different queues). 

As per claim 5, Flocl<liart furttier discloses responding to a network request by sending 
over a network details of those software objects at a head of a queue matching criteria specified 
in the request (see column 5, lines 46-56). 

As per claim 6, Flockhart in view of Webber further disclose that the software objects are 
created and maintained by a contact manager, and a queuing module carries out said 
determination of said queuing position according to information associated with the new software 
object, the queuing module being further capable of adding said pointer (see Webber column 3, 
lines 53-65) to said new software object (see Flockhart Fig. 1 A, showing call vector [140] for 
adding contacts to the queue and Fig. 2 showing how the calls enter the queue in order of arrival 
so they are positioned in order of arrival and the reference is added because the call values are 
identified from the head back to the end of the queue). 

As per claim 7, Flockhart further discloses that the contact manager has a memory space 
in which said software objects are stored (see column 4, lines 17-22, describing the call vector 
program assigning calls to queues implying that the calls are software objects being placed into 
queues since the queues are a software data structure), and the queuing module has a memory 
space in which said software objects are updated (see column 4, line 62 - column 5, line 5), and 
said memory spaces either form part of a common space (see column 3, lines 49-57). 

As per claims 8,10,12,14, Flockhart in view of Webber disclose a method of distributing 
contacts across a network of contact centres, wherein each contact is represented by a software 
object maintained at one of said contact centres, each software object containing pointers (see 
Webber column 3, lines 53-65) to one or more other of said software objects maintained at the 
same contact centre to provide a queue of software objects at each said contact centre (see 
Flockhart Fig. 1 A, showing a contact centre with software objects (i.e. calls in queues) and Fig. 3 
showing each software object having references to one or more software objects (i.e. head of 
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queue having reference to next contact in tfie queue all the way to the tail), wherein tlie metliod 
comprises: 

upon a networl< resource liaving tlie capability of liandling said contacts witli certain 
criteria becoming available, requesting from each said contact centre the highest priority queued 
software object matching said criteria (see Flockhart column 5, lines 43-56); 

receiving information relating to each such highest priority queued software object from 
said contact centres (see Flockhart column 5, lines 43-56); 

determining which software object represents the contact with the highest priority and/or 
best match for the available resource (see Flockhart column 5, lines 43-56); and 

issuing the routing instructions to cause said contact to be routed to the resource (see 
Flockhart column 6, lines 22-28). 

As per claims 9, Flockhart in view of Webber disclose wherein the contact centre which 
maintained the software object representing the selected contact carries out the further step of 
removing the selected software object from its queue and updating said software objects which 
contain said pointers (see Webber column 3, lines 53-65) to the selected software object, to 
thereby update the top of one or more said queues represented at said contact centre by a 
collection of said software objects (see Flockhart column 6, lines 22-28, where the software 
object is moved from the queue to the call selection consideration pool and see Fig. 5A, where 
the head of the queue would be moved to the call selection pool implying that there will be a new 
head). 

As per claim 15, Flockhart in view of Webber disclose a software object embodied on a 
computer-readable medium, representing a contact at a contact centre, said software object 
including: a pointer to one or more other of said software objects located immediately ahead of or 
behind said software object in a queue (see Webber column 3, lines 53-65), the software object 
further comprising an identifier to the contact which the software object represents and a skillset 
identifier enabling the software object to be identified in a search for software objects 
representing contact which match given skillset criteria (see Flockhart Fig. 3, showing a queue 
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with a particular Tech Support Sto// and a contact software object in the 4th position having 
contacts immediately ahead and behind the contact). 

As per claim 1 6, Flocl^liart in view of Webber disclose a virtual queue of contact 
embodied on a computer-readable medium, wherein: each contact within the queue is 
represented by a software object including a pointer to one or more other said software objects 
located immediately ahead of or behind said software object in the queue (see Webber column 3, 
lines 53-65), the software object further comprising an identifier to the contact which the software 
object represents and a skillset identifier enabling the software object to be identified in a search 
for said software objects representing said contacts which match given skillset criteria, and 
wherein the order of said contacts within the queue is determinable from the aggregated 
references between said software objects (see Flockhart Fig. 3, showing a queue with a particular 
Tech Support Skill and a contact software object in the 4th position having contacts immediately 
ahead and behind the contact and see column 5, lines 43-56, describing an order of contacts in 
the queue and how they are distributed to available agents that are compatible with the skillset). 

In considering new amendments to the claims requiring separate pointers to software 
objects in different queues, one of ordinary skill in the art would have had the knowledge at the 
time of the invention create a pointer to an element in a list, whether it is the current list the 
element resides or if its another list such as for a multidimensional linked list. Evidence that 
shows knowledge of pointers and arbitrary elements can be found in prior art Goodrich et al. 
("Lists and Sequences") provided in IDS filed 5/7/07. On page 2, the prior art shows a list of 
arbitrary objects and pointers to other objects. One of ordinary skill in the art could see that a 
pointer can point to any object. It is obvious that the pointer can point to any other object to 
create a data structure such as a multidimensional linked list or tree. 
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3. Claim 17 is rejected under 35 U.S.C. 103(a) as being unpatentable over Flockhart in view 
of Webber as applied to claim 6 above, and further in view of Wood et al. (US 2004/0259531), 
herein referred to as Wood. 

As per claim 17, Flockhart shows that the contact manager has a contact manager 
memory space and the queuing module has a queuing module memory space (see column 4, 
lines 1 7-22, describing the contact manager as software implying a memory space and column 4, 
line 62 - column 5, describing the queuing module program implying a memory space). 

Although the system disclosed by Flockhart in view of Webber shows substantial features 
of the claimed invention (discussed above), it fails to disclose that each of said software objects is 
stored in two corresponding copies, a first of said copies being stored in the queuing module 
memory space and a second of said copies being stored in the contact manager memory space, 
and wherein a replication service is provided which is configured to ensure that changes to the 
first of said copies are reflected in corresponding changes to the second of said copies, and that 
changes to the second of said copies are reflected in corresponding changes to the first of said 
copies. 

Nonetheless, these features are well known in the art and would have been an obvious 
modification of the system disclosed by Flockhart in view of Webber, as evidenced by Wood. 

In an analogous art, Wood discloses routing messages and the need to minimize a single 
point of failure by replicating queues throughout a node (see paragraph 1 93). At the time of the 
invention, a person having ordinary skill in the art would have recognized the advantage of a 
replication service for the software object to ensure that changes to either a first or second copy 
would be replicated across the memory spaces, in order to provide service in the event of a 
failure. 

4. Applicant's arguments filed 10/16/09 have been fully considered but they are not 
persuasive. Please see rejection of claim 1 above showing evidence of prior art knowledge. 
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Conclusion 

5. THIS ACTION IS MADE FINAL. Applicant is reminded of tlie extension of time policy as 
set forth in 37 CFR 1.136(a). 

A shortened statutory period for reply to this final action is set to expire THREE MONTHS 
from the mailing date of this action. In the event a first reply is filed within TWO MONTHS of the 
mailing date of this final action and the advisory action is not mailed until after the end of the 
THREE-MONTH shortened statutory period, then the shortened statutory period will expire on the 
date the advisory action is mailed, and any extension fee pursuant to 37 CFR 1.136(a) will be 
calculated from the mailing date of the advisory action. In no event, however, will the statutory 
period for reply expire later than SIX MONTHS from the mailing date of this final action. 

Any inquiry concerning this communication or earlier communications from the examiner 
should be directed to PHILIP J. CHEA whose telephone number is (571)272-3951. The examiner 
can normally be reached on M-F 6:30-4:00 (1st Friday Off). 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Joseph Thomas can be reached on 571-272-6776. The fax phone number for the 
organization where this application or proceeding is assigned is 571-273-8300. 

Information regarding the status of an application may be obtained from the Patent 
Application Information Retrieval (PAIR) system. Status information for published applications 
may be obtained from either Private PAIR or Public PAIR. Status information for unpublished 
applications is available through Private PAIR only. For more information about the PAIR system, 
see http://pair-direct.uspto.gov. Should you have questions on access to the Private PAIR 
system, contact the Electronic Business Center (EBC) at 866-217-9197 (toll-free), if you would 
like assistance from a USPTO Customer Service Representative or access to the automated 
information system, call 800-786-9199 (IN USA OR CANADA) or 571-272-1000. 

Philip J Chea 
Examiner 
Art Unit 2453 

/Philip J Chea/ 

Primary Examiner, Art Unit 2453 
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